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ABSTRAK
Penelitian ini bertujuan menguji pengaruh perceived service quality dan service quality value
terhadap kepuasan pelanggan pada industri penerbangan di Indonesia.  Lokasi penelitian  dan
pengambilan sampel data dilakukan di Bandara Hasanuddin Makassar dan Bandara Juanda Surabaya.
Total sampel yang dianalisis berjumlah 447 data. Model analisis menggunakan teknik Structural Equation
Model (SEM). Hasil penelitian menunjukkan bahwa hanya perceived service quality yang berpengaruh
terhadap customer satisfaction, sedangkan service quality value tidak berpengaruh signifikan terhadap
customer satisfaction.
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AIRLINE SERVICE QUALITY IN AVIATION INDUSTRY IN INDONESIA
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ABSTRACT
This research aims to test the effect of perceived service quality and service quality value on
customer satisfaction in airline industry in Indonesia. Sampling was done at Sultan Hasanuddin Airport
Makassar and Juanda Airport Surabaya. Total sample used to analyze of 447 data. The analysis model
uses SEM techniques. Research result indicates that only perceived service quality significantly affect
customer satisfaction, while service quality value does not affect significantly customer satisfaction.
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